The purpose of this study was to determine the indicators of quality of service that be priority to enhanced by Department of Population, Tomohon in serving the public. In research using Importance Performance Analysis (IPA) to analyze. Type of data used are primary data by giving the questionnaires to the society to obtain or collect data on perceptions and expectations of the society. Perceptions and expectations of the society based on the five dimensions quality of service that is : tangible, reliability, responsiveness, assurance, and empathy. The fifth dimension of this be created some questions tailored to the Likert scale, where questions are asked about the satisfaction of performance were given a choice answers from very satisfied until not satisfied, and the question of the interests were given the answers of customers is very important until not important. Each questions from every dimension the existing, tested by using a validity test using SPSS software and reliability using Cronbach Alpha.
INTRODUCTION
Parasuraman Zeithaml and Berry (1991) stated that service quality is the comparison between service expected consumers with the services received. In other words if the services received or perceived consistent with those expected by the user, then quality of service perceived is good and satisfying. If the service or services received exceed the expectations of the user, then perceived to quality of service as ideal quality. But otherwise if the services received is lower than expected, then quality of service perceived a bad. Quality of service must be started of the needs of users and ends on responses user. User responses on the quality of the service itself constitute a thorough assessment against superiority of a service [2] .
Department of Population Tomohon one agencies that is engaged in service to society in handling civil documents, such as ID card, Birth Certificate, Death Certificate, Divorce Certificate and Marriage Certificate. The frequent gets complaints of public regarding the performance or quality of service of Department of Population, then need to be evaluated to be able find out the extent to which the quality of services provided. Use of Importance Performance Analysis (IPA) to analyze as Cartesians diagram, and consists of four quadrants. The data used are primary data which distributed to the society to elicit a response about the perceptions and expectations of public regarding the quality of service of the Department of Population Tomohon. Perceptions and expectations of public based on the five dimensions of service quality that is: tangible, reliability, responsiveness, assurance and empathy.
The benefits of this research conducted in order into consideration to the service of Department of Population Tomohon to do development of or improvement of services provided mainly concerned with the satisfaction of society and also as an evaluation. 
LITERATURE REVIEW 2.1 Research Preview

Importance Performance Analysis (IPA)
Importance Performance Analysis is a series of service attributes associated with specific services to be evaluated based on the level of importance according to the consumer of each attribute and how the service is perceived its performance relative to each attribute. Analysis was used to compare between consumer ratings of the importance of quality of service (Importance) with the level of service quality performance (Performance). Average of results overall assessment of consumer then be described in Importance Performance Matrix or often called the Cartesian diagram. Average of level of performance is used as a delimiter of high performance and low performance. Average of interests rate is used as a delimiter high level of importance with a low interests of rate. Importance Performance Matrix is divided into four quadrants based on importance-performance measurement result as shown in the figure below: (see Figure  1 ). 
Quality of Service
Quality of service is the rate of excellence expected and control over the level of excellence to meet customer desires [5] .
Dimensions of service quality in the Servqual based on the multi-items scales that are designed to measure customer expectations and perceptions as well as the gap between them in the service quality dimensions. Was originally Parasuraman et al (1985) identified ten the principal dimensions with 22 variables related to the servicing and then analyzed using factor analysis. Such criteria include 10 potential that complements one another dimensions include tangibles, reliability, responsiveness, communication, credibility, security, competence, courtesy, understanding, and access. Parasuraman 1988 later simplifying to 5 dimensions, that is: [6] 1. Tangibles covers the physical facilities, equipment, personnel and communication facilities. 2. Reliability covers capabilities provide the promised services with immediately, an accurate, and satisfactorily. 3. Responsiveness that is the wish of the staff to help customers and provide service with responsiveness. 4. Assurance covers the knowledge, capabilities, courtesy, and trustworthiness are owned by the staff, free of the dangers, risk, or doubt. 5. Empathy that is: ease of doing relationships, good communication, personalized attention, and understanding of customer needs
METHODS AND ANALYSIS 3.1 Identification of Research Variables
Based on the background that have been proposed then the variables to be studied are the perceptions and expectations of society. The research variables were used to assess the services of the Department of Population Tomohon by using the attributes of tangibles dimension, reliability, responsiveness, assurance, and empathy. Perceptions and expectations of society of the quality service Department of Population Tomohon using score 1-5. Each score was given the following description: -Score 5 represents very satisfied answer.
-Score 4 representing satisfied answer.
-Score 3 representing answer is quite satisfied.
-Score 2 representing less satisfied answer.
-Score 1 representing answer is not satisfied. 
Collection of Data
Data acquired for this research from primary data. Primary data are taken from the object research by using a questionnaire propagated to society. The questionnaire consists of 20 the questions.
Sampling
Population of this study is infinite (unlimited), because number of customers to vary over time. Sample used considered to have represented of all population. Samples randomly selected (simple random sampling), because it is considered suitably representative (representatives). Samples of data used In this research, 92 samples were gained from 100 respondents who meet the requirements of many as 92 respondents.
Reliability Test
Reliability actually a tool to measure a questionnaire which is an indicator of the variables or constructs. Questioner said to be reliable or reliable if answer a person to questions are consistent or stabilized over time [7] . In conducting the reliability test using SPSS version 13.0 for Windows. According Nunnally (1960), a construct or variables said to be reliable if it is providing value Crobanch Alpha> 0.60.
Based on reliability test results between the perception of and expectations of customers from questionnaire distributed, the value Crobanch Alpha> 0.60, where the perceptions value Crobanch Alpha 0.975, whereas expectation, value of Crobanch Alpha 0.941 (see Table 1 and Table 2 ). This result means that the questionnaire used in this research is expressed reliable. 
Validity Test
Validity test of data are used to measure legitimate not an or valid questionnaire. Valid mean the instruments used can be measure what was be measured. Validity of a measure is used describing the suitability of data with what was to be measured. In testing the validity of using SPSS version 13.0 for Windows. Decision making based on significance value less than 0.05 (5%), then the item of question was stated valid . Significance value obtained based on the df = n-2, where the df is the degrees of freedom and n is the number of data. If the count value of r (Corrected item total correlation) is greater than the table r and is positive, then the of the questions or the indicator is valid (see Table 3 ) [8] . In this research the number of data used 92 data. For degrees of freedom (df) is df = n-2, that is: 92-2. So, df = 90. On the tables the value of the correlation coefficient "r" product moment df = 90 with a level of significance 5% worth 0.207 (see Table 3 ).
Based on results of the data processing of society perceptions by using the SPSS is obtained that the value of r count (column Corrected item total correlation) to each of the questions greater than r table worth 0.207. So that each item of question is expressed valid (see Table 4 ). ,974 Based on results of the data processing of society expectations by using the SPSS are obtained that the value of r count (column Corrected item total correlation) to each of the questions, greater than r table that is worth 0.207 so that every item of question expressed valid (see Table 5 ). Importance Performance Analysis are used to map relationship between interests of with performance of respective attribute is offered, and gap between of performance with expectations of an attributes. Importance Performance Analysis consist of two components: quadrant analysis and gap analysis. With a quadrant analysis can be known consumer response to attributes that were plotted based on order of importance (perceptions) and performance of (expectations) of the attribute. While the gap analyses are used to see the gap between the interests an attribute with consumer expectations for these attributes (see Table 6 ) [9] . 
Responsiveness
5.
Employees serve society with fast 6.
Employees give of accurate information about processing of documents 7.
Employees are always ready to serve the public 8.
Employees are easily contacted
Assurance
9.
Employee have a good capabilities in dealing complaints from society 10. Employees have a good knowledge about processing of documents 11. Employees ensures of data society secure
Empathy
12.
Employees understand the needs of the public as service users 13. Employees have a sooth in responding to community requests as an user the service 14. Employees be friendly and courteous 15. Employees give the same service, regardless of social status Based on the table above shows that public perceptions of the service quality the Department of Population Tomohon an average larger than expectations. Difference is not very much (the average perception scores compared with the expectations of 3.64> 3:48).
Statement of which there is will be outlined and is divided into four sections to the Cartesian diagram as follow (see Figure 2 ): Quadrant A The performance of a variable is lower than desires of the customer so that the company should increase its performance so that optimal.
Quadrant B
Performance and desires of customer are at high levels and appropriate, so the company sufficient to maintain performance variables.
Quadrant C
Performance and desires of customer in a variable is at a lowlevel, so companies has not needed to make improvements.
Quadrant D
Performance of company is in a high level of performance but the desire of the customer will be the only variable is low, so companies need to reduce the results achieved to minimize the resources of the company Based on the results of a diagram could be viewed Importance Performance Analysis attributes which included in quadrant A, B, C, D. Attributes which included in quadrant A, is the service provided of employees has been good while serving society (1), employees serve society with fast (5), employee have a good capabilities in dealing complaints from society (9) . The attributes that are included in quadrant A are given civil service has been good (1), an employee serving people with fast (5), an employee has the ethics of providing services (9) . Attributes which included in quadrant B, is employees give timely service to society (2), employees are always ready to serve the public (7), employees be friendly and courteous (14), attributes employee uniforms worn complete and neat (17), adequate parking areas (19). Attributes which included in quadrant C, is employees give of accurate information about processing of documents (6), employees are easily contacted (8) , employees ensures of data society secure (11) , employees have a sooth in responding to community requests as an user the service (13), employees give the same service regardless of social status (15), the condition of environment the office building of a clean (16), comfort of the waiting room provided (18). Attributes which included in quadrant C, is absence of a mistakes made employee in the process processing of documents (3), if there is community grievance, employee immediately responded (4), employees have a good knowledge about processing of documents (10), employees understand the needs of the public as service users (12), equipment in the room already complete (20).
CONCLUSION
Based on results of the analysis of data and calculations through the perception and expectation levels which be described in chart Importance Performance Analysis it can be concluded: -On Quadrant A, the public was dissatisfied with the existing attributes, so that need to be improved performance be better. -Quadrant B, the society was satisfied with the performance of the Department of Population -Attributes in this quadrant have low satisfaction levels and considered did not too important for society, so that the Department did not need to prioritize or to give attention to these attributes.
-Quadrant D, respondents considered that there are factors which are not important but they were pleased with the performance of the Department of Population Tomohon
